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Pada proses terjadinya pembelian secara online, e-service quality, 
customer satisfaction, dan switching barrier merupakan hal yang penting 
dalam terbentuknya customer loyalty di sebuah situs website. Tujuan dalam 
penelitian ini adalah untuk menguji dan menganalisis pengaruh e-service 
quality, customer satisfaction, switching barrier terhadap customer loyalty 
pada Tokopedia di Surabaya. Sampel yang digunakan berjumlah 175 orang 
responden yang pernah mengunjungi website Tokopedia menggunakan 
mobile telephony. Data dikumpulkan dengan menggunakan kuesioner. 
Teknik analisis yang digunakan adalah structural equation model (SEM), 
dengan program LISREL 8.70. Hasil penelitian ini menunjukkan bahwa e-
service quality berpengaruh positif terhadap customer satisfaction, customer 
satisfaction berpengaruh negatif terhadap customer loyalty, e-service 
quality berpengaruh positif terhadap customer loyalty, dan switching 
barrier berpengaruh positif terhadap customer loyalty. Hasil penelitian ini 
juga menunjukkan bahwa e-service quality berpengaruh negatif terhadap 
customer loyalty melalui customer satisfaction. 
Kata Kunci: e-service quality, customer satisfaction, switching barrier,  















In the process of online purchasing, e-service quality, customer 
satisfaction, and switching barrier are important for making customer 
loyalty throughout the website. The purpose of this research is to examine 
and analyze the influence from e-service quality, customer satisfaction, 
switching barrier against customer loyalty at Tokopedia in Surabaya. The 
sample was taken to 175 respondents who had visited website Tokopedia 
using mobile telephony. The data were collected using questionnaire 
method. The analysis technique used is structural equation model (SEM) 
with program LISREL 8.70. These result indicate that e-service quality 
influential positive towards the customer satisfaction, customer satisfaction 
influential negative towards the customer loyalty, e-service quality 
influential positive towards the customer loyalty, and switching barrier 
influential positive towards the customer loyalty. This result is also showed 
that e-service quality influential negative towards the customer loyalty 
through the customer satisfaction. 
Keywords: e-service quality, customer satisfaction, switching barrier,  
                    customer loyalty, mobile telephony 
 
 
